
NATOA sURVEY ON CUSTOMER SERVICE
STANDARDS

Jurisdiction/State W.\-?\\\l'\§'\O~ Co O~
Operator(s) CoL0M~V\~ I Te. \
FCC Community Unit Identifier # o+tn~e J..
NamelT"ltle _'figv ML.-.-:lC~-t~\V=\c=S~\ _

~MvtJ\C~..n ~ So. ~~L>.jf-=s. .........r__

Phone 50$ 6'15 - 1365 x 2..0f?

Fax 30.1 bL{S cQC1Q

If possible, please endose a copy of your standards
clearly labelled with:
jurisdiction Name I Operator Name I Date

IN YOUR OWN OPINION......
I

15. Are these new standards different? t.<:Wl..
How? YES NO

16. Are these standards more stringent?
How? YES NO

1. Have you adopted the FCC customer service
standards and nOtified operator ofsam~

& NO

2. Date you adopted the rules? %1~ \'\ ")
17. Why were they necessary in your community?

3. Date they become effective in your franchise? NoJ '1 , \~ :3.

4. Did you have customer service stan~n place
prior to the FCC's rules? ~ NO

5. Date implemented? \9.iOl
6. Implemented dUring franchise? @ NO

7. Did they reqUire a franchise modification? ,...CJ
YES ~

18. What sort of evaluation methods are you using to
determine compliance? (describe)

t\ov.~~ ~""'a~ ',,: <..~~~~

11. Specific problems your standards addressed?

19. Has the operator cooperated inpro~
necessary or reqUired data? ~ NO

20. Is your operator'scomplia~Cor your
rules generally: ~K BAD

21. Has your operator attempted to pass throu~sts
of complying with the fCC rules? YES Q'!9J

NO

@ NO8. Implemented dUring transfer?

9. Implemented at renewal? rJ Pt YES NO

10. Were these standards different or~
stringent than the FCC's rules? ~

12. Did you pass different or more stringentrUle~
the FCC rules came out? YES ~

13. What date?

14. franchise modification? YES re)

22. Have you seen a decrease in subscriber
complaints about service after you adoptedfC~
customer service rules? YES c:9'
23. Did you see a decrease in complaints afte~
implemented your own rules? YES ~

24. Are there consumer protection laws in your state
that you think apply to cable operator~ldbe

applied? c/ NO



ALOHA - REEDVILLE
BANKS
BEAVERTON
CLACKAMAS
DURHAM
FOREST GROVE
GASTON
HILLSBORO
KING CITY
LAKE OSWEGO
NORTH PLAINS
RIVERGROVE
SHERWOOD
TIGARD
TUALATIN
WASHINGTON CO.
WASHINGTON CO. TCI

OR0242
OR0325
OR0283
OR0455
OR0326
OR0289
OR0442
OR0290
OR0317
OR0304
OR0341
OR0330
OR0327
OR0288
OR0328
OR0333
OR0231



NATOA SURVEY ON CUSTOMER SERVICE
STANDARDS

Jurisdiction/State CITY OF AUSTIN/TEXAS

If possible, please enclose a copy of your standards
dearly labelled with:
Jurisdiction Name I Operator Name I Date

IN YOUR OWN OPINION..•.••

TIME-WARNER ENTERTAINMENT, INC. d d d~ t?
Operator(s) (AOSTIN CA1H:;:I!'tlISICN) 15. Are these new stan ar s llleren.

How? YES NO
FCC Community Unit Identifier # l'x aa2 9

N/A

Phone_~(5~12:;"')L.....:.4~9~9::...-.....:2::..:9:....::9:....::9~ _

CABLE & REGULATORY AFFAIRS OFFICER

16. Are these standards more stringent?
How? YES NO

Fax (512) 499-2416--------------
1. Have yoU adopted the FCC customer service
standards and noflfied operator ofsoct;

YES NO

N/A

17. Why were they necessary in your community?

3. Date they become effective in your franchise? 0 9 - 2 0 - 9 3

4. Did you have customer seMcesta~ place
prior to 1he FCC's rules? ~ NO

5. Date Implemented? 7 / 1 4 / 8 1

6. Implemented dUring franchise? ® NO

7. Old they require a franchise modifica1ion?~
YES~

8. ~plemented dUring transfer? ® NO

9. Implemented at renewal? AI/If YES NO

10. Were these standards different or~
stringent than the FCC's rules? NO t

Les strJ.ngen

11. Specific problems your standards oddressed?
Outages, telephone availablfity,
office hours. & complaint process

2. Date you adopted the rules? 06-30-93
N/A

.
18. What sort of ewluatlon me1hods are you using to
determine compliance? (describel

Cable operator provides monthly and
quarterly reports to our office.

They also prOVide samples of
notifications to be sent to subscriber

19. Has the operator cooperated in pr(fji:t>
necessary or required data? l'ES NO

20. Is your operator'scomplianc~C or your
rules generally: (QQQO....0K BAD

21. Has your operator attempted topa~h costs
of complying with the FCC rules? f~ NO

22. Have you seen a decrease in subscriber
complaints about service after you adoptedFC~
customer service rules? YES ~

12. Did you pass different or more stringentrul~
the FCC rules came out? YES ~

13. What date? N / A

14. Franchise modification?
MIA

YES NO

23. Did you see a decrease in complaintsaft~
implemented your own rules? YES~

24. Are there consumer protection laws in your state
that you think apply to cable operators orcou~
applied? YES~



NATOA SURVEY ON CUSTOMER SERVICE
STANDARDS

If possible, please enclose a copy of your standards
clearly labelled with:
Jurisdiction Name I Operator Name I Date

Jurisdiction/State .....;-.:\'::....':,L:..:::({:....I_f.:....:_t(--..:::"-=-~ .:....;; _ IN YOUR OWN OPINION•.....
.---.,.." r _.--1

Operator(s) _' " l./: i 5 Are these new standards different?
How? YES NO

16 Are these standards more stringent?
How? /., YES

FCC Community Unit Identifier # _
. /

NamelTitle : C)J /?((1/{ljZ-:'It-Ii
';I . i}/ '/

.j /? --"'1;N I ( / <--1" !' /1 ~ ,/1.-<./
_"-'.J../.1:;I--,,:I::..1t:~L~?.:..../ ..:....v:...:.'''---'1'-.:·,,:....·.:;:,tlr.:'y~~~--77~v.'rl-ti;' t [(:, .

&

Phone i .502) 5;;5 " i-i"~/2
NO

Fax _.e.';;J:J=--::;,~.:....</_/_1 _~_/'_-7_!..-_;._b-_3_'<:::....v_.·::..._> _

5, Date implemented?

11. Specific problems your standards addressed?

12. Did you pass different or more stringent rUle~r
the FCC rules came out? YES e
13. What date?

19. Has the operator cooperated in pro~,
necessary or required data? ~ NO

20. Is your operator's compliance with F~---or your
rules generally: GOOD~) BAD

18. What sort of evaluation methods are you using to
determine compliance? (describel

l. ",' /--.. //..// -. .:_ ,,- '/
," tvY v<-;r7~ tr£C/t/I~ i. /1#/.:u ?-<::e.

; i / .. ,i / ,~ 'f '/" / " ./' ~
., Ui/ jUt- ',rh:- ~~tt:. ~'"-y(",, L~: '",!-' ~/~(~'?t,j

17. Why were they necessary in your community?

~11 a:; .. vC:!' /tdc~ )J>J-1ae... / /
'f ,I - ,:/ ' - /. ,/ . ,4-uaM "c ..ztr"Czu::.. >~ ... '-</,1

/

~
~

'":r~
N\.'\l.··
"'~

21. Has y~ur o~ratorattempted to pas~·.gh costs .~';' ..,,,,,
of complying With the FCC rules? ES ) NO ,II "t-

'\1 ';i

22. Have you seen a decrease in subscriber ~ ~~
complaints about service after you adopted FCC~ r-~ ~
customer service rules? YES @-/ v.~

~ ~~
'4 -\, '"

23. Did you see a decrease in complaints after~i ~ .. '\ '~ ~
Implemented your own rules? YES ~~,'~?j'M

, '-
,':J ~

24. Are there consumer protection laws in your state·· ':
that you think apply to cable operators~ldbe
applied? ~ NO

NOYES

1. Have you adopted the FCC customer service
standards and notified operator ofsa~ NO

2. Date you adopted the rules? 2::7}/9 ~

3. Date they become effective in your franchise? ,:;;.}i'f"-

4. Did you have customer service standards in~
prior to the FCC's rules? YES ~

6. Implemented during franchise? YES

7. Did they require a franchise modification?
YES

8. Implemented dUring transfer? YES

9, Implemented at renewal? (§) NO

10. Were these standards different or more 8
NO 'stringent than the FCC's rules? YES

14. Franchise modification?



.f;.. c'

tf possible, please enclose a copy of your standards
clearly labelled with:
Jurisdlctton Name I Operator Name I Date

NATOA SURVEY ON CUSTOMER SERVICE
STANDARDS

Jurisdiction/State tl'b"b/1.#17L iJe,t:4- (}+;
Operatorlsl /?I+< r; WIH4.)';ilt. CA.,c..k....

FCC Community Unit Identifier # J! Ie. D5) b

NamelTitle ~O~(-\- F. ~~
;;::/V r: (),~ n-no,..;; St;;'Il.v jC{:;:f~ flt/0fIV

At> 160(£ S'Q ~/dT<fL. Ak-
z ltoOZ-

Phone Cjt 9. 820, 3/52/

Fax 7/9. ~"f, f03b

IN YOUR OWN OPINION......

15 Are these new standards different~
How? ~

L ~~ UJM.IY"~~

16. Are these standards more stringen~
How? ~

~~

NO

NO

1 Have you adopied the FCC cuslUlilef service
standards and notified operator ofsam~

~ NO

2. Date you adopted the rules? I Z. -/ Z '1 'I'

3. Date they become effective in your franchise?
1~-/2- '1'f

4. Did you have customer service standards in place
prior to the FCC's rules? @:) NO

5. Date implemented? )183

6. Implemented during franchise? c::1D NO

7. Did they require a franchise modification?
YES

8. Implemented during transfer? YES

9 Implemented at renewal? YES

10 Were these standards different or~
stringent than the FCC's rules? ~ NO

11 Specific problems your standards addressed?

M JtS~~ ,f GtWs""""e;.-7l­
rt-q~~tt; -

12. Did you pass different or more string~lesafter
the FCC rules came our? qD/ NO

13. What date?

14 Franchise modification?

18. What sort of evaluation methods are you using to
determine compliance? (describel

Chl4~ ~/Ik.d
~~~H-;i

19. Has the operator cooperated in pro~
necessary or required data? ~ NO

20. Is your operator's compliance with FCC or your
rules generally: ~K BAD

21. Has your operator attempted to pass through costs
of complying with the FCC rules? ~ NO

22. Have you seen a decrease in subscriber
complaints about service after you adopted FCC
customer service rules? YES c-NQ)

23. Did you see a decrease in complaints after you
implemented your own rules? YES~

24 Are there consumer protection laws in your state
that you think apply to cable operato~ be
applied? {~ NO



City of Raleigh's

Customer Service Standards
for

Cable-Telecommunication Providers
1. Subscriber Privacy

In accordance with Section 631 of the Federal Cable Act of 1984, the Grantee shall, no less than annually,
provide a privacy notice in the fonn of a separate written statement to subscribers as required by the
provisions of the Act.

2. Employee Identification

When calling in person on subscribers or other residents, all employees or authorized representatives of the
Grantee are required to display an employee identification card with their name, photograph and signature,
and a telephone number that can be used for verification of the representative' capacity with the Grantee.
Grantee's vehicles shall display the name of the cable telecommunication company in easily distinguishable
alpha-numeric characters. Grantee shall make a reasonable effort to cause its subcontractors' vehicles to be
identified in a like fashion.

3. Office and Telephone Availability

A. Knowledgeable, qualified company representatives shall be available to respond to customer telephone
inquiries Monday Through Friday during normal business hours. Additionally, based on community needs,
Grantee will staff its telephones for supplemental hours on weekdays and/or weekends.

B. Under normal operating conditions, telephone answer time by <;Jra.ntee's Customer service representatives,
including wait time required to transfer the call, shall not exceed 30 seconds. This standard shall be met no
less than ninety percent of the time measured on an annual basis.

C. Under normal operating conditions, the customer shall receive a busy signal less than three percent of the
total time that the Grantee's office is open for business.

D. Customer service center and bill payment locations operated by Grantee shall be open for transactions
Monday through Friday during normal business hours. Additionally, based on community needs, Grantee
shall schedule supplemental hours on weekdays and/or weekends during which these centers shall be open.

E. Grantee shall be responsible for adopting and implementing subscriber complaint procedures, and for
advising subscribers of the availability of these procedures. The procedures shall be designed to resolve
subscnber complaints in a timely and satisfactory manner; to develop sensitivity and responsiveness to
subscriber needs by Grantee and its management; and to improve the quality and dependability of services to
subscribers by the Grantee.

Established complaint procedures shall included: specific provisions permitting subscriber repair service
complaints received to be received by telephone twenty-four (24) hours each day and seven (7) days each
week; permitting subscriber repair service complaints to be received at the Grantee's business office from
8:00 AM until 7:00 PM on Monday through Friday of each week and from 9:00 AM until 1:00 PM on
Saturday; and the address of the Grantee's business office.



4. Installations, Outage and Service Calls

Under normal operating conditions, each of the following standards shall be met no less than 95 % of the
time measured on an annual basis.

A. Standard installation shall be preformed within St"~n business days after an order has been placed.
"Standard" installations are up to 125 feet from ttle existing distribution system.

B. Excluding those situations beyond the control of the Grantee, the Grantee shall respond to service
interruptions promptly and no later than 24 hours after the interruption becomes known to the Grantee.
Grantee must begin actions to correct other service problems the next business day after notification to the
Grantee of the service problem.

C. The "appointment window· alternatives for inst"llation..~, service calls, and other installation activities shall
be (a) morning, (b) afternoon, or (c) all day during nonnal business hours. Additionally, based on the
community needs, Grantee shall schedule supplemental hours during which appointments can be set.

D. If, at any time an installer or technician is running late, an attempt to contact the customer shall be made
and the appointment reschedule as necessary at a time which is convenient for the customer.

E. The Grantee shall render efficient service, make repairs promptly and interrupt service only for good cause
and for the shortest time possible. Such interruptions not within the midnight to 6 am period, insofar as
possible, shall be proceeded by notice to subscribers on a barker channel.

F. Grantee office and technical personnel, in lieu of answering devices, shall receive customer calls twenty-four
(24) hours per day and respond to all customer complaint calls until 10:00 p.m. on normal business days.
After 10:00 p.m. on any day, trained technicians shall respond to calls if (3) three or more complaints are
received by subscribers served by a common distribution system.

5. Communication, Statements, Refunds, and Credits

A. The Grantee shall provide written information in each of the following areas at the time of installation and at
any future time upon request:

'" products and services offered
'" prices and service options
'" installation and service policies
'" how to use the cable service

B. Subscriber billing statements shall be clear, concise and understandable. Such statements shall reflect all
services and fees in an itemized fashion.

C. Refund checks shall be issued promptly, but no later than the earlier of 45 days or the customer's next
billing cycle following the resolution of the request or, If service was terminated 45 days from the date of the
return of the equipment supplied by the cable company.

D. Customers shall be notified in writing a minimum of 30 days in advance of any rate or channel change,
provided the change is within the control of the Grantee.



E. Grantee shall provide outage credit to subscribers in accordance with the following policies:

Upon notification, should Grantee fail to correct a service outage problem· within its control - within 24
hours after having receipt of such notice, Grantee shall credit 1/3Oth of the monthly charge for the affected
tier or premium service program to the subscriber for each 24-hour period or fraction thereof following the
first 24 hour period during which the subscriber experiences service outage. Subscnber must advise Grantee
of the duration of the service interruption for which credit is sought in order to receive such credit.

F. Late fees shall not be assessed earlier than 30 days past the billing cycle due date.

6. Complaint - Appeals

A. Upon notification by a subscriber of an unresolved complaint, the Information Access Manager shall
determine the facts of the complaint by obtaining information from the subscriber and the Grantee and shall
act to resolve the complaint in a manner consistent with the City's authority.

B. The cable subscriber may register !l. com~)lll.int with the FCC. regarding rates for cable programming
services or associated equipment, by using FCC Form 329, the Cable Programming Service Rate Complaint
Form.

ADOPTED BY THE COUNCIL OF THE RALEIGH TELECOMMUNICATIONS COMMISSION THIS THE
13TH DAY OF DECEMBER, 1994.

ATTEST:

ROBERT F. SEPE
Information Services Manager

Rev: 12-13-94
:standards.cs5

/94

BY:

_________,/ /94

DAVID H. PERMAR, Chair
Raleigh Telecommunications Commission



NATOA SURVEY ON CUSTOMER SERVICE
STANDARDS

Jurisdiction/State C."b" 6(.(-118171.#JJ11::b-rJlj
Operatorls) :Ute.< r; WIli4!I:llt... ealle.
FCC Community Unit Identifier # AJc. D5 I Ie-:

NamelTitle ;Zok,--\- F. "J~
;I:,v r: 0 ,<...-Y1 ,:;-no0 Sr;;:1L 0/P;;,'-:5 rlfo.,/t/

Ap 160;& S2Q ~/c:ff1L l AX-
Z.1IQO,,-

Phone ~q~/-L-9~. .....8~2'-"'O---', 3.>.L6-=1.._1 _

Fax --+lL-/9-4-'...........<i::.....::t..=:..:!!~'--,~~....::-.63~b _
1. Have you adopted the FCC customer service
standards and notified operator ofsam~

~ NO

2. Date you adopted the rules? I Z. -I Z Cj t.I

3. Date they become effective in your franchise?
1~-12-'/"f

4. Did you have customer service standards in place
prior to the FCC's rules? ~ NO

5. Date implemented?

6. Implemented during franchise? ~ NO

7. Did they require a franchise modification?

~YES

8. Implemented during transfer? YES ~

9 Implemented at renewal? YES ~

10 Were these standards different or~
stringent than the FCC's rules? ~ NO

11. Specific problems your standards addressed?II' AS~~ "f CAvS~1't't1;iro7Z­
rt-q~fi,tt; -

12. Did you pass different or more string~lesafter
the FCC rules came out? qD/ NO

13. What date?

14. Franchise modification?

~ 'f~;.l f 'fig :--8 "~F';;

If possible, ptease enclose a copy of your standards
clearly labelled with:
Jurisdiction Name I Operator Name I Dote

IN YOUR OWN OPINION .

15 Are the.. se new standards differen~
How? ~ NO

L. d~~ UJ~/Y~~

16. Are these standards more stringen~
How? ~ NO

~~

17 Why were they necessary~unity?

~~.;?, -
l tJficl~~ /Jk-j fo
A()fA,I.e ~ I'~ --

18. What sort of evaluation methods are you using to
determine compliance? Idescribe)

C"'W~ ~/1 k..d
--;.,~-.>~:~

19. Has the operator cooperated in pro~~
necessary or reqUired data? ~ NO

20. Is your operator's compliance with FCC or your
rules generally: ~K BAD

21 Has your operator attempted to pass through costs
otcomplying with the FCC rules? ~ NO

22. Have you seen a decrease in subscriber
complaints about service after you adopted FCC
customer service rules? YES~

23. Did you see a decrease in complaints after you
implemented your own rules? YES (1JO:)
24. Are there consumer protection laws in your state
that you think. apply to cable operator~ be
applied? {~ NO



City of Raleigh's

Customer Service Standards
for

Cable-Telecommunication Providers
1. Subscriber Privacy

In accordance with Section 631 of the Federal Cable Act of 1984, the Grantee shall, no less than annually,
provide a privacy notice in the form of a separate written statement to subscribers as required by the
provisions of the Act.

2. Employee Identification

When calling in person on subscribers or other residents, all employees or authorized representatives of the
Grantee are required to display an employee identification card with their name, photograph and signature,
and a telephone number that can be used for verification of the representative' capacity with the Grantee.
Grantee's vehicles shall display the name of the cable telecommunication company in easily distinguishable
alpha-numeric characters. GraLtee shall make a reasonable effort to cause its subcontractors' vehicles to be
identified in a like fashion.

3. Office and Telephone Availability

A. Knowledgeable, qualified company representatives shall be available to respond to customer telephone
inquiries Monday Through Friday during normal business hours. Additionally, based on community needs,
Grantee will staff its telephones for supplemental hours on weekdays and/or weekends.

B. Under normal operating conditions, telephone answer time by Grantee's Customer service representatives,
including wait time required to transfer the call, shall not exceed 30 seconds. This standard shall be met no
less than ninety percent of the time measured on an annual basis.

C. Under normal operating conditions, the customer shall receive a busy signal less than three percent of the
total time that the Grantee's office is open for business.

D. Customer service center and bill payment locations operated by Grantee shall be open for transactions
Monday through Friday during normal business hours. Additionally, based on community needs, Grantee
shall schedule supplemental hours on weekdays and/or weekends during which these centers shall be open.

E. Grantee shall be responsible for adopting and implementing subscriber complaint procedures, and for
advising subscribers of the availability of these procedures. The procedures shall be designed to resolve
suhscn"ber complaints in a timely and satisfactory manner; to develop sensitivity and responsiveness to
subscriber needs by Grantee and its management: and to improve the quality and dependability of services to
subscnDers by the Grantee.

Established complaint procedures shall included: specific provisions permitting subscriber repair service
complaints received to be received by telephone twenty-four (24) hours each day and seven (7) days each
week; permitting subscriber repair service complaints to be received at the Grantee's business office from
8:00 AM until 7:00 PM on Monday through Friday of each week and from 9:00 AM until 1:00 PM on
Saturday; and the address of the Grantee's business office.



4. Installations, Outage and Service Calls

Under normal operating conditions, each of the following standards shall be met no less than 95% of the
time measured on an annual basis.

A. Standard installation shall be preformed within seven business days after an order has been placed.
"Standard" installations are up to 125 feet from the existing distribution system.

B. Excluding those situations beyond the control of the GTantee, the Grantee shall respond to service
interruptions promptly and no later than 24 hours after the interruption becomes known to the Grantee.
Grantee must begin actions to correct other service problems the next business day after notification to the
Grantee of the service problem.

C. The "appointment window" alternatives for insu..llations, service calls, and other installation activities shall
be (a) morning, (b) afternoon, or (c) all day during normal business hours. Additionally, based on the
community needs, Grantee shall schedule supplemental hours during which appointments can be set.

D. If, at any time an installer or technician is running late, an attempt to contact the customer shall be made
and the appointment reschedule as necessary at a time which is convenient for the customer.

E. The Grantee shall render efficient service, make repairs promptly and interrupt service only for good cause
and for the shortest time possible. Such interruptions not within the midnight to 6 am period, insofar as
possible, shall be proceeded by notice to subscribers on a barker channeL

F. Grantee office and technical personnel, in lieu of answering devices, shall receive customer calls twenty-four
(24) hours per day and respond to all customer complaint calls until 10:00 p.m. on normal business days.
After 10:00 p.m. on any day, trained technicians shall respond to calls if (3) three or more complaints are
received by subscnbers served by a common distribution system.

5. Communication, Statements, Refunds, and Credits

A. The Grantee shall provide written information in each of the following areas at the time of installation and at
any future time upon request:

* products and services offered
* prices and service options
* installation and service policies
* how to use the cable service

B. Subscriber billing statements shall be clear, concise and understandable. Such statements shall reflect all
services and fees in an itemized fashion.

C. Refund checks shall be issued promptly, but no later than the earlier of 45 days or the customer's next
billing cycle following the resolution of the request or. if service was terminated 45 days from the date of the
return of the equipment supplied by the cable company

D. Customers shall be notified in writing a minimum of 30 days in advance of any rate or channel change,
provided the change IS within the control of the Grantee.



E. Grantee shall provide outage credit to subscribers ill accordance with the following policies:

Upon notification, should Grantee fail to correct a service outage problem - within its control - within 24
hours after having receipt of such notice, Grantee shall credit 1/3Oth of the monthly charge for the affected
tier or premium service program to the subscriber for each 24-hour period or fraction thereof following the
first 24 hour period during which the subscriber experiences service outage. Subscriber must advise Grantee
of the duration of the service interruption for which credit is sought in order to receive such credit.

F. Late fees shall not be assessed earlier than 30 days past the billing cycle due date.

6. Complaint - Appeals

A. Upon notification by a subscriber of an unresolved complaint, the Information Access Manager shall
determine the facts of the complaint by obtaining infonnation from the subscriber and the Grantee and shall
act to resolve the complaint in a manner consistent with the City's authority.

B. The cable subscriber may register a complaint wi'il the FCC, regarding rates for cable programming
services or associated equipment, by using FCC Form 329, the Cable Programming Service Rate Complaint
Form.

ADOPTED BY THE COUNCIL OF THE RALEIGH TELECOMMUNICAnONS COMMISSION THIS THE
13TH DAY OF DECEMBER, 1994,

ATTEST:

ROBERT F. SEPE
Information Services Manager

Rev: 12-13-94
:standards.cs5

/94

BY:

_______~~./ /94
DAVID H. PERMAR, Chair
Raleigh Telecommunications Commission



~AiOA SURVEY ON CUSTOMER SERVICE
STANDARDS

JurisdictionlState -:--'--__

If possibJe, please encJose a copy 01 y '.' .

dearly labelled wffl'l:
.kJrisciction Name I Operator Name I Date

IN YOUR OWN OPIMON......

FCC Community Unit Identifier # _IL\::"""':'-\~v'-I__, :::..;, -L._

Operator!s) r_. _

Namelfrtle _,---,:::",--~ _

\,',< 1
I "I

,- \ ...

,....
J
'",4

15, Arr:-. 'hese new standards different?
How? YES NO\

J
I', v.(\f

\, '

Phone
'.'W\ •

•~ \....:. ' ,I- 16 Are these standards more stringent?
How? YES

17 Why were they necessary in your community?

.' - \'\IJ" ilL "Fax . ,__

1, Have you adopted the FCC customer service
standards and notified operator of same?

y~ NO

2. Date you adopted the rules? '\ "'\~

3. Date they become effective in your franchise?

\"i. "'~r ) \" . \

h 7J \

I'. '. " L-\• ~.....,J;,. I'

4, Did you have customer service standards in place
prior to the FCC's rules? rB> NO

5 Date implemented? r J ~ \

7 Did they require a franchise modification?

@YES

8 Implemented during transfer? YES ~
9, Implemented at renewal? YES NO

18 What sort of evaluation methods are you using to
determine compliance? Idescribel

;j \'''' \flo"'J (,(JY'fT 1\ c, ,,\,;

,·:;"h \,,'( '"Dh\ k) 1'",,'t/.
6 Implemented during franchise? YES ~

19. Has the operator cooperated in pro~
necessary or required data? ~ NO

12. Did you pass different or more strin~rules after
the FCC rules came out? ~ NO

13 What date? J 11 i

10 Were these standards different or more
stringent than the FCC's rules? ~ NO

11. Specific problems your standards addressed?

r...DC~_.y\c",", \ ~h,,)({1 ..' ~:;

:D T~~r\~

14. Franchise modification? ~ NO

20, Is your operator's compliance with FCC or yo,g~

rules generally: GOOD OK ~

21. Has your operator attempted to pass through costs
ot complying with the FCC rules? YES ~

22. Have you seen a decrease in subscriber
complaints about service after you adopted FCC .~

customer service rules? YES ~

23 Did you see a decrease in complaints after YQ.l{..,
implemented your own rules? YES \t:!9'

24 Are there consumer protection laws in your state
that you think apply to cable operators qf could be
applied? \~ NO
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CITY OF STERLING HEIGHTS r) \(i,\ \ ( ,

Ordinance No.

AN ORDINANCE ADAPTING AND CLARIFYING FEDERAL
CABLE TELEVISION CUSTOMER SERVICE STANDARDS BY
ADDING ARTICLE 2 TO CHAPTER 13 OF THE STERLING
HEIGHTS CITY CODE.

THE CITY OF STERLING HEIGHTS ORDAINS:

Section 1. The City of Sterling Heights City Code is amended
by adding Article 2 to Chapter 13 to read as follows:

ARTICLE 2

Sec. 13-1. Definitions.

When used in this article:

(A) Cable operator means a person coming under the definition
set forth in 47 USC §522.

(B) Normal business hours means
Monday to Friday and 9:00 a.m.
excluding holidays.

9:00 a.m. to 7:00 p.m.,
to 5:00 p.m., Saturday,

(C) Normal operating conditions means those service
conditions which are within the control of the cable operator.
Those conditions which are not within the control of the cable
operator include, but are not limited to, natural disasters,
civil disturbances, power outages, telephone network outages
and severe or unusual weather conditions. Those conditions
which are ordinarily within the control of the cable operator
include, but are not limited to, special promotions, pay-per­
view events, rate increases, regular peak or seasonal demand
periods and maintenance or upgrade of the cable system.

(D) Service interruption means the loss of picture or sound
on one or more cable channels.

Sec. 13-2. Exceptions.

Nothing in this ordinance ~s intended to prevent or
prohibit:

(A) The City and a cable operator from agreeing to customer
service requirements that exceed the standards set forth in
this ordinance;

(B) The City from enforcing through the end of the franchise
term pre-existing customer service requirements that exceed
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the standards set forth in this ordinance and are contained in
current franchise agreements;

(C) The City from enacting or enforcing any consumer
protection law; or

(D) The establishment or enforcement of any ordinance or
regulation concerning customer service that imposes customer
service requirements that exceed or address matters not
addressed by the standards set forth in this ordinance.

Sec. 13-3. Customer Service Standards

A cable operator is subject to the following customer
service standards certified quarterly by the cable operator:

(A) The cable operator will maintain a local, toll-free or
collect call telephone access line which will be available to
subscribers 24 hours a day, seven days a week.

(B) Trained company representatives shall be available to
respond to customer telephone inquiries 9:00 a.m. to midnight
seven days a week. From midnight to 9 a.m., the access line
may be answered by a service or an automated response system,
including an answering machine. Inquiries received from
midnight to 9:00 a.m, be responded to by a trained company
representative on the next business day.

(C) Under normal operating conditions, telephone answer time
by a company representative, including wait time, shall not
exceed 30 seconds when the connection is made. If the call
needs to be transferred, transfer time shall not exceed 30
seconds. These standards shall be met no less than 90% of the
time under normal operating conditions measured on a quarterly
basis.

(D) Under normal operating conditions, the customers may
receive a busy signal less than J% of the time measured on a
quarterly basis.

(E) Customer service center and bill payment locations will
be open at least during normal business hours and will be
conveniently located.

(F) Under normal operating conditions, each of the following
five standards will be met no less than 95% of the time
measured on a quarterly basis:

(1) Standard installations will be performed 7 business
days after an order has been placed. Standard
installations are those that are located not more
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than 125 feet from the existing distribution
system.

(2) Excluding conditions beyond the control of the
operator/ a cable operator shall begin working on
service interruptions promptly and in no event
later than 24 hours after the interruption becomes
known. The cable operator must begin actions to
correct other service problems the next business
day after notification of the service problem.

(3) The appointment window for installations/ service
calls / and other installation activities w.ill be
either a specific time or/ at maximum/ a 4-hour
block during normal business hours. The operator
may schedule service calls and other installation
activities outside of normal business hours for the
express convenience of the customer.

(4) A cable operator may not cancel an appointment with
a customer after the close of business on the
business day prior to the scheduled appointment.

(5) If a cable operator representative is running late
for an appointment and will not be able to keep the
appointment as scheduled/ the customer will be
contacted/ the appointment rescheduled/ as
necessary/ at a time which is convenient for the
customer.

(G) The cable operator shall provide written information on
each of the following areas at the time of installation of
service/ at least annually to all subscribers/ and at any time
upon request:

(1) Products and services offered;

(2) Prices and options for programming services and
conditions of subscription to programming and other
services;

(3) Installation and service maintenance policies;

(4) Instructions on how to use the cable service;

(5) Channel positions of programming carried on the
system; and

(6) Billing and complaint procedures/ including the
business address and telephone number of the cable
operator and of the Office of Community Relations
40555 Utica Road/ P.O. Box 8009, Sterling Heights,
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City of sterling Heights, HI 48313-8009; telephone
(313) 977-6123, ext. 102.

(H) Customers will be notified of any changes in rates,
programming services or channel positions as soon as possible
through announcements on the cable system and in writing.
Notice must be given to subscribers a minimum of thirty (30)
days in advance of such changes if the change is within the
control of the cable operator. In addition, the cable
operator shall notify subscribers thirty (30) days in advance
of any significant changes in the other information required
by the preceding paragraph.

(I) Bills shall be clear, concise and understandable. Bills
must be fully itemized with itemizations including, but not
limited to, basic and premium service charges and equipment
charges. Bills shall clearly delineate all activity during
the billing period, including operational charges, rebates and
credits. In case of a billing dispute, a cable operator must
respond to a written complaint from a subscriber within 30
days.

(J) Refund checks shall be issued promptly, but not later
than:

(1) The customer's next billing cycle following
resolution of the request or 30 days, whichever is
earlier; or

(2) The return of the equipment supplied by the cable
operator if service is terminated by the cable
operator.

(K) Credits will be issued no later than the customer's next
billing cycle following the determination that a credit is
warranted.

Sec. 13-4. Enforcement.

(A) A cable operator shall file with the City Clerk a
notarized statement signed by an officer or employee
certifying compliance with these customer service standards on
a quarterly basis.

(B) An officer or employee who knowingly and intentionally
signs a false certificate shall be guilty of a misdemeanor
punishable by up to 90 days in jailor a fine of up to $500 or
both.
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(C) Failing to file a certificate shall subject a cable
operator to pay a civil forfeiture to the City of up to $500
per day.

(D) A cable operator in non-compliance shall on a quarterly
basis file a statement specifying areas of non-compliance
along with a remedial plan. Failing to file a non-compliance
statement and remedial plan shall subject a cable operator to
pay a civil forfeiture to the City of up to $500 per day.

Sec. 13-5. Mobile Home Parks.

A cable operator exclusively serving residents in a
mobile home park may seek a waiver from the City Council from
the requirements of Section 13-3(B) & (E) by petition showing
good cause.

Sec. 13-6. Conflicts.

In the event of a conflict between this ordinance and
ordinance No. 222, as amended, or any cable communication
franchise agreement, that provision which provides the
greatest benefit to the City, in the opinion of the city
council, shall prevail.

Section 2. All other provisions of the Sterling Heights city
Code shall remain in full force and effect.

Section 3. This ordinance shall become effective immediately
upon publication of a notice of adoption.

The above and foregoing ordinance was introduced at a
meeting of the City Council of the City of sterling

Heights on the day of , 1993, and was duly
adopted at a meeting of the City Council of
the city 0 f st~e-r-=l""'i-n-g--::H~e-~r,g-"'h:-:-t-s-o-n~t-::-h-e- day of , 1993.

RICHARD J. NOTTE, Mayor

MARY T. ZANDER, City Clerk

INTRODUCED:
ADOPTED:
PUBLISHED:
EFFECTIVE:
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,~ATOA SURVEY ON CUSTOMER SERVICE ­
STANDARDS

JurisdictionlStote _r_f~_''_i'-::('_(...l.\__I_\_,<",;...\_~I\-~t-I(.;.''.:...-__

1f poalble, pkIase enclose a copy of your standards
dearly labelled with:
~risdc:tion Name I Operator Name I Date

IN YCXAIl OWN OPINON......

Operator(sl G:JtY"\\. "','lr-

FCC Community Unit Identifier II _

15. Are these new standards different?
How? YES

-
rNO,
'~

\ - '~\ ~.- -, <.~,- \ .:;) J~Phone _

I - \{\ 0 'I -Z \;., \ ~ ~ ()Fax _

16. Are these standards more stringent?
How? YES ~

1. Hove you adopted the FCC customer service
standards and notified operator ofsom,~

~ NO 17. Why were they necessary in your communitY?

2, Date you adopted the rules? \ q 1 j
3. Date they become effective in your franchise?

4. Did you have customer service stan"ards in place
.prior to the FCC's rules? ® NO

5. Dote imp1emented? \911

6. Implemented during franchise? YES ®
16. What sort of evaluation methods are you using to
determine compliance? (describe)

7. Did they require a franchise modification?
YES

6. Implemented during transfer? YES

9. Implemented at renewal? YES
19. Has the operator cooperated in providing
necessary or required data? YES NO

12. Did you pass different or more smngent nJle.J.Q!ter
the FCC rules came out? YES <@

10. Were these standards different or more
stringent than the FCC's rules? YES <®
". Specific problems your standards addressed?

S~\~ ""'~ :~"k~ (,t,

13. What dote?

14. franchise modtftcatton? YES @)

20.15 your operator's compliance with FCC or your
rules generally: GOOD OK BAD

21. Has your operator attempted to pass through costs
of complying with the FCC rules? YES e
22. Hove you seen a decrease in subscriber
complaints about service after you adoPt.ed FCfN~
customer service rules? YES ~

23. Old you see a decrease in complaints after you
implemented your own rules? YES NO

24. Are there consumer protection laws in your state
that you think apply to cable operators or could be
applied? ~ NO



8. Implemented dUring transfer? YES

7. Did they require a franchise modification?
YES

NATOA SURVEY ON CUSTOMER SERVICE
STANDARDS

Jurisdiction/State 3t2!).)f¥utZlY).-1 h;/fIo(~d~
, f5 I

Operatorlsl (,Se~tk--=IC )

NO

18. What sort of evaluation methods are you using to
determine compliance? (describe) /J ~ ,.

S;:u I- CtJ e e-K. ~/;~7 ~.e ,t!~,
~/h:e- rJ!- #/1 ? ~/~ {h..fJHAJ/~

17. Why were they necessary in your community?

;tllf#y "j)L4jJ/~ (!.pu /dAJ" f~(J~/e.-

~p4-N7

16. Are these standards more stringent? --:-:1
How? Qr)l NO

Se-~#;I

19. Has the operator cooperated in pro~
necessary or required data? ~

If posIible, please enclose a copy of your standards
cleartv labelled with:
Jurisdlctton Name I Operator Name I Date

15. Are these new standards different?
How? YES NO

5e~#-11

IN YOUR OWN OPINION......

YES @

§J NO

FCC Community Unit Identifier # _

NamelTitle LC'sJe.-I F,,4..5I~AJ?

C!/fl:Je- 72JetJ,s,dAJ d/?c£;.4/012..
Phone 3 tJ$.-;3 6"} - fs-s-v

1

Fax 3cJS/ 3 :'-'7 - slj 0/
7

1. Have you adopted the FCC customer service
standards and notified operator ofsam~ NO

2. Date you adopted the rules? l/tjC;..J
3. Date they become effective in your franchise?

)///94
4. Did you have customer service standards in~
prior to the FCC's rules? YES ~

5. Date implemented? ;jl/r'-/
6. Implemented during franchise?

9. Implemented at renewal?

10. Were these standards different orm~
stringent than the FCC's rules? ~ NO

11. Specific problems your standards addressed?

.J1m'NIfltJ of/'t!~ w:JI,,~ en4N':t .
1-'''''//-'~h If,.vS~U(~).Jr TO 4/tJJJf..$
tJkft.AickueJ CA-tls Nd ro yte ed,II'2 fr(~ 'C.

'p;5fZM.P/-f44J I} s e'~,"/JC c. ALrJ.o d+(!,us~-.NIllSI-
.AI(Jf/ft r. ~.J.I-,,;£./'r

J.D'5 A>~ ~I A;"td ~/~.ees
12. Did you pass different or more strin~esafter
the FCC rules came out? ~ NO

13. What dat'l/f/? <:j
14. Franchise modification? YES @

20. Is your operator's compliance with F~r your
rules generally: GOOD~ BAD

21. Has your operator attempted to pa~ugh costs
of complying with the FCC rules? ~ NO

22. Have you seen a decrease in subscriber
complaints about service after you adoptedFC~
customer service rules? YES ~

23. Did you see a decrease in complaints after~
implemented your own rules? YES ~

24. Are there consumer protection laws in your state
that you think ap~to cabl~Jperators or could be
applied? va ~./f !C-.AJ tf'}.l YES NO
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performed within seven (7) days; number of service
interruptions reported; number of service
interruptions responded to within twenty-four (24)
hours; number of other service probl8JIUI reported;
number of other service probl8IUI responded to
within thirty-six (36) hours; summary at typea at
service complaints received, and all other
information necessary to monitor the franchise.'.
compliance with the consumer standards of this
ordinance.

(3) copies of all petitions, applications and
communications submitted by the franchis.e to the
FCC or any other federal or state regulatory
commission or agency having jurisdiction in respect
to any matters affecting CATV operations authoriZed
pursuant to a franchise granted under this
ordinance shall also be sUbmitted simultaneou.ly to
the Cable Coordinator.

( 4) The franchisee shall prepare and furnish to the
County, at times and in the form prescribed by the
County, such additional reports with respect to its
operation, in the discretion of the County
Administrator, Which are reasonably necessary for
the administration of this ordinance.

consuaer Protection provisions; Office aDd
Telepbone Availability.

(a) The franchisee shall maintain an office within the County
that is adequately statted and open to the public during
all normal busine.s hours. The office shall be opened
when the franchisee commences construction.

I
(b) Each franchisee shall maintain a local, toll-free or

collect call telephone access line Which will be
available twenty-four (24) hours, seven (7) days a week.

(c) Knowledgeable, trained franchise repr..entative. will be
available to re.pond to customer telephone inquiries
during normal bu.ine.s hours.~· Atter normal bu.ine••
hours, the 'ace••• line may be answered by a service or an
automated response system, including an answering
machine. Inquiries received after normal business hours
must be responded to by a trained franchise
representative on the next business day. Additionally,
based on community needs, franchisee will statf
telephones for supplemental hours on weekdays and/or
-..eekends.

(d) Under normal operating conditions, telephone answer time
by a customer service representative, including wait
tlme, shall not exceed thirty (30) seconds from when the
connection is made. If the call needs to be transferred,
transter time shall not exceed thirty (30) seconds.
Franchisees that utilize automated answering and
distributing equipment will limit the number of routine I

rlngs to four (4) or fewer. Franchisees not utilizing
automated equipment shall make every etfort to answer
incoming calls as promptly as the automated syst....
Percent of abandoned telephone calls out of total calls
received shall not exceed ten percent (10%), average.
These standards shall be met no less than ninety percent
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(90t) of the time measured, measured on a quarterly
basis,

(e) Under normal operatinq conditions, the customer will
receive a bUSy siqnal less than three percent (3') ot the
total time.

.,-0.-.•
~... ~'."

(a) Under normal operating conditions, each ot the tollowinq
four (4) standards will be met no less than ninety-tive
percent (95t) ot the time as measured on a quarterly
basis:

(f) CUstomer service center and bill payment locations will
be open tor transactions Monday through Friday during
normal business hours and will be conveniently located.
Additionally, based on community needs, the tranchisee
will schedule supplemental hours on weekdays andlor
weekends durinq which these centers will be open as
needed.

4

5

6:

7

8

9

10

11

Sea. 1.57 Installation., outaqe. and serviae Call••

12

13
1

14

115

16

17
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21

22

23 i

24 i

25 i

27 I

28
1

29 i

30 I

31 :

32 I

33 :

(1) Standard installations will be performed. within
seven (7) business days atter an order has been
placed; provided the franchisee has been able to
obtain any necessary easements or other consents
necessary to complete the installations.
"Standard- installations are up to 125 feet trOll
the existing distribution system.

I •
(2) Excluding those situations beyond the control ot

the franchisee, the franchisee will respond to
service interruptions promptly and in no event
later than twenty-four (24) hours. The cable
operator must begin actions to correct other
service problems the next business day atter
notitication of the service problem

(3) The appointment window alternative. made available
tor installations, service calls, and other
installation activities will be (a) a specific
time,'or (b) at maximUID a four (4) hour time block
during normal business hours. Additionally, based
on community needs, franchisees may schedule
service calls and other installation activities
outside ot normal business hours for the
convenience of the customer.

(4) An operator may not cancel an appointment with a
customer after the close of business on the
business day prior to the scheduled appointment.

~5) If, at any time a cable operator representative is
running late for an appointment with a euatomer and
will not be able to keep the appointment as
scheduled, the customer will be contacted and the
appointlllent rescheduled, as necessary, at a time
~hich is convenient for the customer.

(b) The franChisee shall not miss two (2) consecutive service
or installation appointments scheduled with a particular
subscriber unless rescheduled one day in advance.
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(C) New developments ':antiquous co !:.he franchisee's
distribution syst.. shall be wired for cable service
within a reasonable aaount of time, !:Nt at. least within
one hundred twenty (120) days after the develop.ent has
reached seventy-five percent (75\) occupancy, so long as
the construction meets ~e den.ity requireaents o~ this
ordinance and provided the franchise. has been able to
obtain any nece.eary ea....nt. or other con••nts
nece.sary to complete the installation. Thi. section
shall not apply to developments that are already served
by another pay television service provider.

(d) Each franchisee shall intentionally interrupt service
only for good causatol:' the shortest time possible. Such
interruptions shall occur during periods of lIIinuUII u••
ot the sy.tem, when practicable. A '~itten 109 sball be
maintained tor all service interruptions.

(e> In the event that service to any subscriber is;
interrupted tor twenty-four (24) or more hours due to the
fault ot the franchisee, the franchisee shall provide a
credit or rebate to atfected subscribers, equal to the
pro rata share ot the monthly fees for each twenty-tour
(24) hour period during which the subscriber is without
service. In the event that total service to any
subscriber is interrupted for two (2) or more hour. but
Ie•• than tw.nty-tour (24) hours, the franchi... ahall
provide a credit or rebate to affected subscribers, equal
to l/30th ot the monthly bill. For purpose. o~ cOllpUtinq
the tim. at int.rrupted total service, the tt.. shall
begin when a complaint for interrupted total service i.
received by the tranchise. or wh.n the franchi••• has
actual or constructive notice of the interruption,
whichever occurs first. Nothing in this sub8eetion
limits the franchisee from applying a rebate policy more
li~ral than the requirements.

(fl In all situations where cable service is disrupted to two
hundred (~OO) or more subscribers for a tim. period
qreater th~n twenty-four (24) hours, the franchi••• sball
notify the county cable Coordinator during normal
business hours.

(g) All field employ.es must carry identification indicating
their employment with the franchisee and all field
vehicles must have franchisee'S identification visible.

(h) Upon termination of service to any subscriber, the
franchisee shall promptly remove all portions ot its
system, facilities and equipment from the subscriber'S
premises upon his request. Where removal is impractical,
sucb as with buried cable or internal wiring, facilities
and equipment may be disconnected rather than removed.

I,
i

28 I s.c. 1. 58 Cabl. Ho.. wiring

29 I (a) Scope.

30 i

31

321

33 i

The provision of thJ.s SUbpart sets forth rules and
regulations for the disposition, atter a subscriber
voluntarily terminates cable services, of that cable home
wiring installed by the cable system operator or its
contractor within the premises of the subscriber. The
provisions do not apply where the cable home wiring
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New developments contiguous to the franchisee's
distribution system shall be wl.red tor cable service
~ithin a reasonable amount of time, but at lea.t within
one hundred twenty (120) days after the development has
reached seventy-five percent (75t) occupancy, so long as
the construction meets the density requirements ot this
ordinance and provided the !rancbisee has been able to
obtain any necessary eas..ents or other con.ent.
nec••sary to co.plete the installation. Thi. section
shall not apply to developments that are already served
by another pay television service provider.

Each franchisee shall intentionally interrupt .ervice
only tor good cause for the shortest time possible. sucb
interruptions shall occur during periods ot miniaua use
of the system, when practicable. A written log shall be
maintained for all service interruptions.

All !ield employee. must carry identification indicating
their employment with the franchisee and all field
vehicles must have franchisee's identification visible.

Upon termination of service to any subscriber, the
franchisee shall promptly remove all portions of its
system, facilities and equipment from the subscriber's I

premises upon his request. Where removal is impractical,
such as with buried cable or internal wiring, facilities
and equipment may be disconnected rather than removed.

In the event that service to any subscriber is
interrupted for twenty-four (24) or more hours due to the
fault of the franchisee, the franchisee shall provide a
credit or rebate to affected subscribers, equal to the
pro rata share of the monthly tee. for each twenty-four
(24) hour period during which the subscriber is without
service. In the event that total service to any
subscriber is interrupted for two (2) or more hour. but
le•• than twenty-four (24) hour., the franchi... ahall
provide a credit or rebate to aftected subscriber., equal
to 1/30th of the monthly bill. For purpo.e. ot cOJIPUting
the time ot interrupted total service, the till. shall
begin when a complaint for interrupted total service i.
received by the franchisee or when the franchis.. has
actual or constructive notice of the interruption,
whichever occurs first. Nothing in this subtlection
limits the franchisee from ,applying a rebate policy more
liberal than the requirements.

(fl In all situations Where cable service is disrupted to two
hundred (~OO) or more subscribers tor a ti.Jae period
greater than twenty-four (24) hours, the franchis•••hall
notify the county cable Coordinator during normal
business hours.

(g)

(h)
24 I
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28 I Sec. l. 58 CLble Home Wiring

29 I (a) Scope.

30 I

31 .

32 I

33

The provlsion of this subpart sets forth rules and
regulations for the disposition, after a subscriber
voluntarily terminates cable services, of that cable home
...iring installed by the cable system operator or its
contractor within the premises of the subscriber. The
provisions do not apply where the cable home wiring
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belongs to the subscriber, such as where the operator has
transferred ownership to the subscriber, the operator has
been treating the wiring as belonging to the subscriber
for tax purposes, or the wiring is considered to be a
Urture by state or local law in the subscrlber'.
jurisdiction. Nothing in this subpart shall affect the
cable systea operator' 8 rigbts and re.ponsibilities under
Section 76.617 to prevent excessive signal leakage while
providing cable service, or the cable operator'. right to
access the subscriber' 9 property or premise••

(a) Communication

The franchisee will prOVide written intonaation in each of the
following areas at the time of installation ot servic., and at
leyt annually to all subscribers, and at any time upon
re~est:

(b) Disposition of Cable Home Wiring.

Upon voluntary termination of cable service by a
subscriber, a cable system operator shall not r_ove the
cable home wiring unless it gives the subscriber the
opportunity to acquire the wiring at the replacement
cost, and the subscriber declines. The cost is to be
determined basecl on the replacement cost per foot of the
cabling multiplied by the length in feet of the cable
home wiring. If the subscriber decline. to acquire the
cable hom. wiring, the cable system operator must then
reaove it within thirty (30) days at no cost to the
subscriber or maXe no subsequent attempt to r ..ove it or
to restrict its use.

(1) products and services offered;
(2) price. and service options for programming services

and conditions of subscription to proqramaing and
other services;

(3) instruction on how to use the cable service;
(4) installation and service maintenance polici.s;
(5) . channel positions of proqramaing carried on the

syst";
(6) franchisee's procedures for the receipt and

resolution of customer complaints, the franchise.'s
address and telephone num.ber to which complaints
may be reported, and the hours of operation;

(7) availability ot the "lock-out" device required by
this ordinance;

(8) availability of an lnput selector, or A/B switCh,
and identification of those local broadcast
stations not carried on its system;

(9) franchisee's information collection and disclosure
policies for the protection of a subscriber's
privacy rights; and

(10) addre•• of the County's oftice designated to handle
cable television complaints and inquiries.

The franchisee will provide prompt notification to the
County and to each affected customer of any material
change in any of the above.
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s.c. 1.5' CO.auDication., Bill., aefunds, and Credits.
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